
27

ANNUAL
PERFORMANCE
PLAN

                 

       Fiscal Year 2002

            U. S. Railroad Retirement Board



Railroad Retirement Board   -   Fiscal Year 2002 Annual Performance Plan

28

TABLE OF CONTENTS

Introduction . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 29

Mission Statement . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 30

RRB Planning Process . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 31

Strategic Goal I:  Provide Excellent Customer Service . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 32
Performance Goal I-A: Pay benefits accurately . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 32
Performance Goal I-B: Pay benefits timely . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 32
Performance Goal I-C: Provide relevant, timely, and accurate information which is 
  easy to understand . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  32
Performance Goal I-D: Provide a range of choices in service delivery methods . . . . . . . . . . . . . . . 33
Performance Goal I-E: Ensure an efficient and effective reporting system for 
  railroad employers . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 33
Performance Goal I-F: Deliver service at the point-of-contact ("one and done") . . . . . . . . . . . . .   33

Strategic Goal II:  Safeguard Our Customers’ Trust Funds Through Prudent Stewardship . . . . . . . . . . 34
Performance Goal II-A: Ensure the integrity of benefit programs through 
  comprehensive and integrated monitoring and prevention programs . . . . . . . . . . . . . . . . . . . . . . . 34
Performance Goal II-B: Ensure efficient operations through effective management 
  control and quality assurance programs . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 34
Performance Goal II-C: Ensure that trust fund assets are projected, collected, recorded, 
  and invested appropriately through an effective and efficient trust fund management program . . 35
Performance Goal II-D: Align our resources using a performance approach based 
  on contribution to mission . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  35
Performance Goal II-E: Use outside sources and partnerships, when appropriate, 
  to accomplish our mission . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  35
Performance Goal II-F: Ensure that the RRB consistently pays the lowest price 
  for products and services commensurate with quality, service, delivery and reliability . . . . . . . . 36
Performance Goal II-G: Use, build and maintain a professional, productive, innovative 
  and diverse workforce . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 36

Strategic Goal III: Use Technology and Automation to Foster Fundamental Changes That Improve the
Way We Do Business . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 37
Performance Goal III-A:  Develop a sound and integrated information technology architecture 
 that will foster our long-term efforts to improve mission performance while operating 
 with fewer resources . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 37
Performance Goal III-B:  Design and implement information technology initiatives 
 that fundamentally improve our efficiency and effectiveness in achieving the agency’s 
 mission . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 38
Performance Goal III-C:  Ensure effective and efficient management of information 
 technology resources . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 38

Exhibit 1:  Annual Performance Plan - FY 2002



Railroad Retirement Board   -   Fiscal Year 2002 Annual Performance Plan

29

The RRB has a long and
distinguished tradition of excellence
in serving our customers.

Introduction

The Railroad Retirement Board (RRB) has
developed this performance plan for fiscal year
2002 to support our mission (See Figure 1) and to
communicate our intentions for meeting
challenges and seeking opportunities as we
advance into the next decade.  We will use the
plan to hold managers accountable for achieving program results and to improve program effectiveness
and public accountability by promoting a renewed focus on results, service quality, and customer
satisfaction.  We will also use the plan to help managers improve service delivery by requiring that they
plan for meeting program objectives and by providing them with information about program results and
service quality.

This plan is closely linked to our Strategic Plan for Fiscal Years 2000 -  2005  (See Figure 2) and can
be easily cross-referenced to that plan.  It provides detailed performance goals, performance indicators
and target levels (shown at the end of this plan) to guide agency managers as they implement our
Strategic Plan.  It also communicates our plans to our stakeholders, including the railroad community,
the Administration, the Congress, and other government agencies.  It is one part of a comprehensive set
of interlocking plans that cover all major aspects of agency operations.  In this plan, we have established
specific performance goals (with performance indicators and projected performance levels) to be
achieved in fiscal year 2002.  Additionally, it supports our other functional plans required to manage the
agency.  These functional plans include the Customer Service Plan, the Strategic Information
Resources Management (IRM) Plan, and the Information Technology (IT) Capital Plan.  These
plans reflect input and feedback from our stakeholders, and they result in the annual submission of the
agency budget to OMB and the Congress.

The RRB’s strategic and performance goals are outlined on pages 4-10.  Information on anticipated
performance for each of the RRB’s strategic and performance goals at the $97.7 million budget level in
fiscal year 2002 is provided in Exhibit 1.  At this level, we expect to be able to address the following
major reforms of the Administration:

0 Delayer management levels to streamline organizations,
0 Reduce erroneous payments to beneficiaries,
0 Make greater use of performance-based contracts,
0 Expand the application of on-line procurement and other E-Government services and

information, and
0 Expand A-76 competitions and perform more accurate Federal Activities Inventory Reform

(FAIR) Act inventories.

By March 31, 2003, we will prepare and submit to the President and the Congress a report on program
performance for fiscal year 2002.  The reported information will be derived from agency systems and
will compare the performance goals and indicators to actual program performance for that fiscal year. 
We also plan to include such performance reports in our annual financial statements, which are audited
by the RRB's Office of Inspector General (OIG).  Those audits will help ensure the reliability and utility
of our performance reports.  This annual performance plan meets the requirements of the Government
Performance and Results Act (GPRA) and was prepared by RRB employees.
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Figure 1

RAILROAD RETIREMENT BOARD 

MISSION STATEMENT

The RRB’s mission is to administer retirement/survivor
and unemployment/sickness insurance benefit programs
for railroad workers and their families under the Railroad
Retirement Act and the Railroad Unemployment Insurance
Act.  These programs provide income protection during
old age and in the event of disability, death or temporary
unemployment and sickness.  The RRB also administers
aspects of the Medicare program and has administrative
responsibilities under the Social Security Act and the
Internal Revenue Code.

In carrying out its mission, the RRB will pay benefits to the
right people, in the right amounts, in a timely manner, and
safeguard our customers’ trust funds.  The RRB will treat
every person who comes into contact with the agency with
courtesy and concern, and respond to all inquiries
promptly, accurately and clearly.
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Figure 2
RRB Planning Process
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Strategic Goal I: Provide Excellent Customer Service.  We aim to satisfy our customers’
expectations for quality service both in terms of service delivery options and levels and manner of
performance.  We have established six performance goals that focus on the specifics of achieving this
goal.

Performance Goal I-A: Pay benefits accurately.  The RRB is committed to ensuring that we pay the
correct benefit amounts to the right people.  We have a number of measures in place to track the
accuracy of the actions we take in a year, both in the Railroad Retirement Act (RRA) and in the Railroad
Unemployment Insurance Act (RUIA) programs.  The principal indicators of performance are the benefit
payment accuracy rates in each program.  Our performance goal is to ensure that we can continue to meet
or exceed 99 percent accuracy in the payments we initiate or manually adjust in a given year.  To
accomplish this, we will:

U Monitor payment accuracy and identify problems.
U Provide feedback and take additional preventive actions as appropriate.
U Conduct a study to determine the causes of erroneous RRA payments.

Performance Goal I-B: Pay benefits timely.  Timeliness of our payments is an essential ingredient in
providing quality service.  Those who are sick, disabled, or unemployed did not plan for a decrease in
their income, and they need their benefit payments right away.  Those who retire voluntarily also need
the income quickly, and they need the assurance of knowing their final payment rates so that they can
adequately plan for the future.  Furthermore, the agency needs to provide benefits at the point our
customers expect them.  We measure the success of our efforts in this area by looking at our performance
vis-à-vis our Customer Service Plan and at average processing times.

This performance goal sets yearly targets for the percentage of customers that will receive service in the
time frames specified in the Customer Service Plan.  These targets are revised annually based on such
variables as projected workloads, process capabilities and available resources.  Another aspect of this
performance goal is to maintain acceptable workload balances and prevent backlogs from developing in
key workload areas.  To accomplish this performance goal, we plan to:

U Ensure that the Customer Service Plan is comprehensive and is revised when appropriate. 
U Identify performance gaps and implement changes in the processes where needed. 
U Monitor key payment workloads. 
U Evaluate our regulations, policies and procedures to determine if there are opportunities to

reduce lead times and streamline processes.

Performance Goal I-C: Provide relevant, timely, and accurate information which is easy to
understand.  In addition to making payments, we provide a variety of information to our customers.  We
provide general information through our website, publications, and our toll-free, automated Help Line. 
In addition, we provide information to individuals through annual statements of wages and
compensation, annuity estimates, notices of annuity and benefit awards and changes, annual income tax
statements and answers to questions regarding benefits.  It is important that we provide this information
in ways that are accessible and responsive to the individual’s needs.  Our performance in this area is
measured by how well we succeed in achieving acceptable workload balances and the levels of service
designated in our Customer Service Plan, and from customer feedback and/or internal studies. 
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 To accomplish this, we will:

U Seek feedback from our customers to determine their expectations and whether those
expectations are being met.

U Adjust our Customer Service Plan or our processes, based on customer feedback.
U Monitor key informational workloads.

Performance Goal I-D: Provide a range of choices in service delivery methods.  In order to fulfill
customers’ needs, we need to provide high quality, accurate products on a timely basis, as well as
provide them in ways that are accessible and convenient to all our customers, including the elderly and
those with impairments.  We strive to deliver service when, where and how our customers want it.  Our
customers have indicated they want us to continue to provide personal service.  We need to balance this
desire with the resources that are available to us, taking advantage of technological developments that
will enable us to both satisfy our customers and live within our budget.  Our level of performance will be
measured by how well we succeed in providing the level of service our customers expect, and by the
number of choices we can provide in each program at a reasonable cost.  For example, the RRB is
participating in the Access America for Seniors Website established by the National Partnership for
Reinventing Government.  This website provides a portal for senior citizens to access government
services.  In addition, we have identified several other customer services that we hope to offer over the
Internet.  For example, we plan to implement an online retirement planner for our customers in fiscal
year 2001.  To achieve this objective, we plan to:

U Seek customers’ service delivery preferences.
U Identify "best-in-class" service options. 
U Offer service options considering customer preferences and available resources.

Performance Goal I-E: Ensure an efficient and effective reporting system for railroad employers. 
To correctly pay benefits, the RRB must receive timely and accurate reports of wages and service months
for railroad employees.  It is the responsibility of the employer to provide these reports with respect to its
employees.  To ensure the receipt of accurate and timely reports, the RRB must strive for a system of
reporting which is easily understood, which places minimal burden on employers and ensures
compliance with the applicable laws.  To accomplish this, the RRB intends to:

U Expand the use of electronic data interchange whereby the employer can report over secure
telecommunications lines and receive immediate feedback on receipt and acceptability of
their reports (we will achieve this by October 2003 in compliance with the Government
Paperwork Elimination Act).

U Work with the Social Security Administration to determine the feasibility of single reporting
to reduce the reporting burden on railroad employers.

U Assess its controls for ensuring that employers are submitting complete and accurate
information.

Performance Goal I-F: Deliver service at the point-of-contact ("one and done").  We strive to
deliver service at the point-of-contact.  Our objective is "one and done"-- meaning that our customers can
complete their business with us in a single contact. Our success in this goal will be measured by a
noticeable reduction in "hand-offs" (passing work from one employee to another) and layers of review
involved in processing service transactions, and by an analysis of our reversal rates (the incidences in
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which our initial determination on a case is changed).  In addition, we will gauge our success by the
feedback from our customers.  In order to achieve this goal, we will:

U Make information available for point-of-contact service.
U Design systems to facilitate customer focus and ease of use.
U Monitor and evaluate the incidences where initial payment or denial decisions are

reversed.

Strategic Goal II: Safeguard Our Customers’ Trust Funds Through Prudent Stewardship.  The
RRB is committed to fulfilling its fiduciary responsibilities to the rail community.  We have established
seven objectives that direct our focus on this goal.

Performance Goal II-A: Ensure the integrity of benefit programs through comprehensive and
integrated monitoring and prevention programs.  As part of our fiduciary responsibilities to the rail
community, we must ensure that the correct amount of benefits is being paid to the right people.  We
match our benefit payments against the Social Security Administration’s earnings and benefits database,
the Health Care Financing Administration’s utilization and death records, the Office of Personnel
Management’s benefit records, and State wage reports, usually via computer tapes, and administer other
benefit monitoring programs to identify and prevent erroneous payments.  We also refer some cases to
the Office of Inspector General for investigation.  After investigation, the Inspector General may pursue
more aggressive collection methods, which include civil and criminal prosecution.  We measure the
effectiveness of the matching programs each year by comparing the dollars collected or saved through
these initiatives to their cost.  For example, in fiscal year 2000, the RRB invested about 32 full-time
equivalent employees at a cost of $1,996,000, in program integrity efforts.  This resulted in $7,833,143 in
recoveries, $476,006 in benefits denied and the referral of 150 cases to the Office of Inspector General
for investigation.  This is approximately $4.16 in savings for each dollar invested in these activities.  To
accomplish this objective we will:

U Maintain established matching programs.
U Explore opportunities for additional matching programs where cost effective. 
U Continue our program integrity reviews.

Performance Goal II-B: Ensure efficient operations through effective management control and
quality assurance programs.  Efficient management requires the ability to detect and correct material
weaknesses in operations.  It also requires implementation of cost-effective audit and quality assurance
recommendations.  One measure of our success in this objective is the number of material weaknesses
reported to the President in our annual Federal Managers’ Financial Integrity Act Agency Report.  Since
this legislation passed in fiscal year 1982, the agency has corrected all identified material weaknesses.  In
addition, we can monitor our performance through a combination of audits and internal reviews.  To
accomplish this objective we will:

U Continue our overall commitment to our management control program.
U Maintain an active quality assurance program.
U Develop and establish a Customer Quality Assurance Plan.
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Performance Goal II-C: Ensure that trust fund assets are projected, collected, recorded, and
invested appropriately through an effective and efficient trust fund management program.  The
RRB is committed to prudent management of its trust funds.  Our success in this objective is reflected
through actuarial valuations, financial projections, annual financial statements, annual financial
statements audit, and reconciliations completed.  To accomplish this commitment, we will:

U Implement the RRB’s investment policy. 
U Carry out the RRB’s debt collection policy.
U Perform the RRB’s actuarial valuations and financial projections. 
U Prepare estimates of the RRB’s funding requirements for the Railroad Retirement

Supplemental Account and the Dual Benefits Payments Account.
U Reconcile railroad employment compensation reporting. 
U Reconcile railroad retirement tax deposits reported by employers with taxes credited to the

RRB trust funds. 

Performance Goal II-D: Align our resources using a performance approach based on contribution
to mission.  As the RRB decreases its staffing level, we need a performance approach to staffing and
allocating resources based upon contribution to mission.  This will enable us to ensure that the activities
with the highest priority get the needed resources.  Under such an approach, our staffing will be aligned
in a manner which best contributes to our mission.  Our success will be measured by how well we meet
customer service and accuracy standards (under Strategic Goal I), by the unit costs of production for key
workloads, and by comparing our administrative costs to benefit outlays.  To accomplish this, we will:

U Continue to implement a performance-based approach to resource allocation and

management utilizing tools such as Activity-Based Cost/Management, Return on
Investment, or Cost-Benefit Analysis. 

U Evaluate and prioritize projects based on contribution to mission and return on investment. 
U Monitor and evaluate the ratio of our administrative costs to benefit outlays.
U Evaluate agency organizational structure to identify excess managerial/supervisory

layering and propose structural changes to streamline the organization.

Performance Goal II-E: Use outside sources and partnerships, when appropriate, to accomplish
our mission.  Another objective with respect to this strategic goal is to use outside sources and
partnerships with other agencies and organizations, when appropriate (i.e., when significant savings can
be expected and quality of services will not suffer).  We will determine how well we use outside
resources and partnerships through the actual number of each that we utilize, the cost and/or time savings
we realize, improved effectiveness, and increased satisfaction with our program.  To accomplish this, we
will:

U Make use of advisory and assistance services when appropriate.
U Keep abreast of current trends and opportunities.
U Work with other agencies and organizations to meet mutual goals.
U Perform a detailed study of the agency's activities to ensure an accurate inventory of

commercial activities by March 31, 2002.
U Assemble and publicize an annual inventory of RRB commercial activities on the RRB

Website (to be performed annually).
U Complete public-private or direct conversion competitions on not less than 5% of the

FTE’s listed on the Federal Activities Inventory Reform (FAIR) Act inventory by
September 30, 2002.
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Performance Goal II-F: Ensure that the RRB consistently pays the lowest price for products and
services commensurate with quality, service, delivery and reliability.  This objective, based upon
Federal Acquisition Regulations which apply to all Federal agencies, would create a first-class
acquisition system.  The measures of our performance in achieving this objective are detailed in the
agency plan developed under these regulations.  Briefly, they are: contract award dates shall, at a
minimum, meet agency-mandated delivery schedules; solicitations shall include past performance of the
contractor as an evaluation factor; contractor performance evaluations shall be conducted in accordance
with the applicable Federal Acquisition Regulations; the dollars obligated using simplified acquisition
procedures shall exceed the Federal government percentage of dollars competitively awarded; and, each
purchase order and each contract file shall exhibit a positive vendor responsibility determination.  To
achieve this objective, the RRB will do the following:

U Pay the lowest price for products/services commensurate with quality, service, delivery, and
reliability.

U Closely manage solicitations and the resulting contracts.
U Award contracts over $25,000 using performance-based contracting (PBSC) techniques for not

less than 20% of the total eligible service contracting dollars beginning October 1, 2001.
U Beginning October 1, 2001, post (a) all synopses for acquisitions valued at over $25,000 for

which widespread notice is required and (b) all associated solicitations, unless covered by an
exemption in the Federal Acquisition Regulation, on the government-wide point-of-entry
website (www.FedBizOpps.gov).

Performance Goal II-G: Use, build and maintain a professional, productive, innovative and diverse
workforce.  Professionalism and productivity will be encouraged by our efforts to ensure that all
employees and organizational units can link their daily activities with the agency's mission and operate in
an environment that allows them to work effectively and efficiently.  With a diverse workforce and an
increasing need for specialized skills and talents, the challenges our employees face each day are
significant.  In order to meet these challenges, our employees need the training and development to be
able to work together in a supportive, discrimination-free environment that encourages innovation to
achieve our goals.  The RRB also recognizes the needs our employees have for flexibility in their
workplace and in their schedules.  Programs such as family-friendly leave, compressed work schedules,
and other accommodations allow employees to balance their family and work needs.  

In order to evaluate our progress in this area, we will continue to work with the employees’
representatives to develop meaningful feedback mechanisms and measures that will enable us to
determine the level of awareness of individual identification with the agency's mission.  We will review
individual employee performance appraisal plans to ensure this linkage and hold managers accountable
for achieving specific results.  We will also monitor and analyze sustained discrimination complaints to
determine trends.  We will seek additional measures that will provide valid feedback and enable us to
assess our performance in this area.  In addition, we will evaluate our performance on the levels of
service specified in the Customer Service Plan, and monitor our quality measures.  In order to
accomplish this objective, we will:

U Communicate the mission and Strategic Plan to all employees. 
U Have each organizational unit identify and communicate its specific contributions to the

agency's overall mission. 
U Link individual performance appraisal plans with achievement of agency goals and objectives. 
U Maintain a diverse workforce. 
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Strategic Goal III: Use Technology and Automation to Foster Fundamental Changes That
Improve the Way We Do Business.  The RRB understands the value and importance of making
fundamental changes in the way we operate,
due to continued demands to reduce staffing
levels and operating budgets, along with
increasing public expectations for new
types of service and new legislative
requirements.  We have established three
performance goals that focus on how we
intend to use the agency’s information
technology resources to make fundamental
improvements in the way we achieve our
mission.

Performance Goal III-A: Develop a
sound and integrated information
technology architecture that will foster
our long-term efforts to improve mission
performance while operating with fewer
resources.  With the completion of several
critically needed improvements in the
RRB’s technical infrastructure in recent years, including Year 2000 modifications, network
communications upgrades, and the introduction of Internet capability, we are now positioned to develop
a more long-term, comprehensive approach to information technology planning.  In order to achieve
significant, break-through improvements in the performance of our mission in the future, we must
examine the basic structure underlying our current business and technical operations, and develop an
information technology architecture.

The architecture is essentially a design, or blueprint, that encompasses clear standards for our data,
application systems, communications, and information security.  Its purpose is to help ensure the
feasibility and appropriateness of future information technology investments, and to facilitate rapid
changes in the agency’s operations.  With an architectural blueprint in hand, the RRB will be better able
to adapt efficiently and effectively to new business needs as they arise.  These may include needs such as
legislative changes, new customer expectations, additional administrative requirements, or reductions in
budgetary resources.  The value of information technology architecture planning as an ongoing function
is that it provides sound analytical data, standards, and principles on which to base changes in systems or
technology.  As a result, it should ensure that investments made to achieve these changes are consistent
with the agency’s target configuration, are technically feasible, and above all, produce the desired results
within an appropriate time frame and cost.  To accomplish this objective, the RRB will:

U Establish a formal information technology architecture planning function by 
September 30, 2001. 

U Develop an initial framework for information technology architecture by September 30, 2001,
and continue to develop additional details within that framework over time.

U Establish processes to support and enforce the information technology architecture once it is
established to ensure that it is uniformly followed throughout the agency. 

U Use the information technology architecture as a standard for evaluating and prioritizing all
major automation initiatives and investments.

Fiscal Year 2002 Information Technology Investments

Document imaging . . . . . . . . . . . . . . . . . . . . . . . $184,000
RRA Internet transaction software . . . . . . . . . . . . . 175,000
RUIA Internet claims system . . . . . . . . . . . . . . . . . . 47,000
Computer security and access
 control measures . . . . . . . . . . . . . . . . . . . . . . . . . 150,000
Enterprise architecture . . . . . . . . . . . . . . . . . . . . . . 78,000
Network/server operations . . . . . . . . . . . . . . . . . . 100,000
Standard workstation infrastructure . . . . . . . . . . . . 500,000
Tesseract (payroll/personnel) 
  system conversion . . . . . . . . . . . . . . . . . . . . . . . 150,000
Mainframe . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 40,000
Tape storage . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 186,000
System development tools . . . . . . . . . . . . . . . . . . . 42,000

Total Fiscal Year 2002 IT Investments . . . . . . . $1,652,000

See RRB Fiscal Year 2002 Capital Asset Plan for more
information.
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Performance Goal III-B: Design and implement information technology initiatives that
fundamentally improve our efficiency and effectiveness in achieving the agency’s mission.  We
recognize the importance of focusing on those new technologies and initiatives that will promote the
RRB’s most critical business needs.  The RRB’s Strategic Information Resources Management Plan
provides a long-term overview of the target direction for automation and technology, and includes
information technology initiatives to be undertaken during the next few years.  Because of our
assumption that budgetary and staff resources will continue to be constrained over the planning period,
we will target most of our limited resources on projects designed to create the greatest savings and
efficiencies.  At the same time, we will strive to achieve an appropriate balance between short-term and
long-term improvements.  Success will be measured by the extent to which each initiative achieves the
desired end result -- e.g., reduces ongoing
processing costs, improves service to the
customer, improves the accuracy of the
benefit payments, etc. We will document our
expectations before each initiative is
undertaken and will use them as a measuring
stick at the end of each project to determine
the actual level of change in our
performance.

Performance Goal III-C: Ensure effective
and efficient management of information
technology resources.  This objective relates
to all types of information technology
resources, from personnel to hardware and
software.  It is crucial to manage all of these
resources carefully, in order to ensure that they are used for the highest business priorities of the agency,
and are not wasted through inefficient or ineffective processes.  To measure our performance in this area,
we will rely on the information in the Strategic Information Resources Management Plan, the
establishment of schedules and goals for major projects and initiatives, and the operation of user service
agreements and/or customer service standards  for information services.  This objective closely supports
the RRB’s second strategic goal of prudent stewardship of the trust funds because information
technology investments represent a significant portion of the agency’s administrative budget.  We plan to
take the following actions to achieve this objective:

U Ensure focus, direction, and consistency on all major automation activities. 
U Perform benefit-cost analyses for major information technology projects. 
U Strive to reduce information technology project cycle times and costs.

Fiscal Year 2002 E-Government Initiatives

T Nationwide implementation of three Internet
transactions piloted in FY 2001
- Compensation and Service Record Request Online 
- Retirement Planner Online
- Application for Employee/Spouse Annuity Online

T Pilot five additional Internet transactions:
     - Applications for Survivor Benefits Online
     - Beneficiary Profile Online
     - Status of Claim Online
     - Beneficiary File View
     - Appeal Attorney View
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Exhibit 1

RAILROAD RETIREMENT BOARD

FY 2002 ANNUAL PERFORMANCE PLAN  

1998 Actual
Performance 

(At $87.2 million)

1999 Actual
Performance

(At $90 million)

2000 Actual
Performance

(At $90.655 million)

2001 Estimated
Performance

(At $95 million)

2002 - Request 
Level

(At $97.7 million)

Strategic Goal I:  Provide Excellent Customer Service FTE's                t t t 647 640

Funds:              t                t  t $      51,000,000 $      52,600,000

Performance Goal I-A:  Pay benefits accurately.

1.  Achieve a railroad retirement benefit              Initial payments:
payment accuracy rate of at least 99%. 
[For FY 1998-2000, excludes the supplemental  
annuity component of employee annuities.]  
(Measure:  % accuracy rate)                               Post payments:

99.64% 99.68% 99.87% 99.60% 99.80%

99.95% 99.91% 99.95% 99.80% 99.91%

2.  Achieve a railroad unemployment/                 Unemployment:
sickness insurance benefit payment accuracy
rate of at least 99%.  (Measure:  % accuracy rate)
                                                                            Sickness:

99.80% 100.0%
(9-month data)

99.08% 99.50% 99.60%

99.60% 99.92%
(9-month data)

100.0% 99.60% 99.80%

3.  Conduct a study to determine the causes of erroneous RRA
payments.  

(Measure: Complete study and action plan)

New indicator New indicator New indicator New indicator Complete study 
and action plan 

by 09/30/02

Performance Goal I-B:  Pay benefits timely.

1.  Railroad retirement employee or spouse receives initial annuity
payment, or a decision, within 35 days of annuity beginning date, if
advanced filed.  (Measure:  % # 30 processing days**)

94.3% 94.6% 95.8% 92.5% 94.30%

2.  Railroad retirement employee or spouse receives initial annuity
payment, or notice of denial, within 65 days of the date the application
was filed, if not advanced filed.  
(Measure:  % # 60 processing days**)

91.9% 93.1% 94.7%  91.5% 94.7%

3.  Survivor annuitant not already receiving a benefit receives initial
payment, a decision, or notice of transfer to SSA within 65 days of the
annuity beginning date, or date filed (whichever is later).  (Measure:  %
# 60 processing days**)

76.5% 77.3% 78.3% 79% 79%

4.  Survivor annuitant receiving benefits as spouse receives payment
as survivor, notice of denial, or notice of application transfer to SSA,
within 35 days of RRB receipt of the notice of employee's death. 
(Measure: % # 30 processing days**)

90.0% 90.7% 93.8% 89.5% 93.8%

5.  Applicant for any railroad retirement death benefit receives
payment, or notice of denial, within 65 days of date filed.  (Measure:  %
# 60 processing days**)

91.0% 93.8% 93.7% 91.5% 93.7%
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6.  Unemployed railroad worker receives UI claim form, or notice of
denial, within 15 days of the date application filed.
(Measure:  % # 10 processing days**)

97.10% 99.00% 98.8% 98.50% 98.50%

7. Railroad employee unable to work due to temporary illness or injury
receives SI claim form, or notice of denial, within 15 days of the date
application filed.  (Measure:  % # 10 processing days**)

99.20% 99.00% 99.3% 99.00% 99.00%

8. Railroad employee, unemployed or unable to work due to temporary
illness or injury, receives a payment for unemployment or sickness
insurance benefits, or a decision, within 15 days of claim receipt. 
(Measure:  % # 10 processing days**)

99.20% 99.50% 99.7% 99.50% 99.50%

9.  Disabled applicant or family member receives notice of decision to
pay or deny within 105 days of the date application for disability is filed. 
(Measure:  % # 100 processing days**)

28.1% 50.6% 63.6% 62% 67%

10. Disabled applicant receives payment within 25 days of decision or
earliest payment date (whichever is later).
(Measure: % # 20 processing days**)

84.2% 90.0% 94.1% 90.5% 93.0%

11.  Maintain an end-of-year normal carry-forward balance of 11,055
cases or less in 8 targeted workload categories.  (Measure:  number
on hand at end of year)

5,264 3,636 3,966 5,600 5,200

12.  Reduce the number of days elapsed between the date the appeal
is filed and a decision is rendered. [We will reduce the average elapsed
days to 150 by the end of fiscal year 2003.]  (Measure:  average
elapsed days)

New indicator 203 171 200 200

Performance Goal I-C:  Provide relevant, timely, and accurate information which is easy to understand.

1.  Inquirer receives answer or acknowledgment of written
correspondence within 15 days of receipt.  (Measure:  % # 10
processing days**)

98.2% 99.00% 97.6% 98.50% 98.00%

2.  Achieve quality and accuracy of correspondence, publications, and
voice communications.  (Measure: surveys & reviews)

FY 1999 goal Developed a plan A special study of
initial award letters is

underway.

Complete study of
initial award letters

Conduct study of form
letters

3.  Maintain the combined balance of unprocessed record corrections
and cases requiring review for corrected tax statements below the end-
of-year normal working level (1,200 items).  (Measure:  number on
hand at end of year)

550 170 145 550 500
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Performance Goal I-D:  Provide a range of choices in service delivery methods. 

1.  Offer service for the retirement program by telephone, interactive
voice response (IVR), mail, personal computer and in person via field
offices and itinerant service.  (Measure:  # of choices)

5 choices 5 choices 5 choices 5 choices 5 choices

2.  Offer service for the unemployment/sickness program by telephone,
IVR, mail, personal computer and in person via field offices and
itinerant service.  (Measure:  # of choices)

5 choices 5 choices 5 choices 5 choices 5 choices

3.  Obtain customer feedback.  (Measure: surveys & reviews) Survey forms
being revised.

Comprehensive survey
deferred due to lack of

funding.  Revised
customer satisfaction

survey forms were
available in district

offices in 1999.

Developed a
proposal to conduct a
customer satisfaction

survey.

Administer a
customer satisfaction

survey.

Administer a customer
satisfaction survey to a

second group of
beneficiaries.

Performance Goal I-E:  Ensure an efficient and effective reporting system for railroad employers.

1.  Railroad employer reports filed on time, without problems. 
(Measure:  % of reports filed on time, without problems)

71.8% (Based on 
report problems)

52% (Based on 
report problems)

38.55% (Based on
report problems)

60% See new indicators
below

Railroad employer reports filed on time.  (Measure:  % of reports filed
on time)

New indicator New indicator New indicator New indicator 75.0%

2.  Railroad employer reports filed accurately.  (Measure:  % of reports
filed without problems)

New indicator New indicator New indicator New indicator 96.0%

3.  Railroad employer reports of employees filed electronically, or on
magnetic media.  (Measure: % filed electronically, or on magnetic
media)

96.1%
(Of employees)

96.0%
(Of employees)

97.67%
(Of employees)

96.0%
(Of employees)

97.0%
(Of employees)

Performan ce Goal I-F:  Deliver service at the  point-of-contac t (“one and d one”).

1.  Complete actual measurement of services provided at the point of
contact.  Develop action plans as needed to reduce the number of
handoffs.  (Measure: Date report completed)

Not applicable Not applicable Completed study of
the field service  

Develop an action
plan, as appropriate,

based on the 
FY 2000 study.

Review another service
area and issue a report
of findings by 09/30/02.

Strategic Goal II:  Safeguard Our Customers’ Trust

Fund s Thro ugh P ruden t Stew ardsh ip

FTE’s:                    
t

  t    t   242 239

$                            
t

$                           t $                          t $      20,000,000 $      20,700,000

Performance Goal II-A:  Ensure the integrity of benefit programs through comprehensive and integrated monitoring and prevention programs.

1.  Maintain active wage matches with all 50 States to ensure the
accuracy of benefit payments.  (Measure:  # of States matching)

50 States, plus 
Puerto Rico &

Washington, DC

50 States, plus 
Puerto Rico & 

Washington, DC

50 States, plus
Puerto Rico &

Washington, DC

50 States, plus 
Puerto Rico &

Washington, DC

50 States, plus 
Puerto  Rico &

Washington, DC
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2.  Achieve a return of at least $3.60 for each dollar spent on program
integrity activities.  (Measure:  $ recoveries & savings per $ spent)

$3.79 : $1 $4.69 : $1 $4.16 : $1 $3.60 : $1 $3.80 : $1

3.  Perform continuing disability reviews (medical only in 1998-2001,
medical and earnings in 2002). [We will establish a normal working
balance in fiscal year 2001, and develop a plan to achieve this level on
an on-going basis.] 
(Measure:  # performed)

1,621 2,944 4,148 3,500 3,500

Performance Goal II-B:  Ensure efficient operations through effective management control and quality assurance programs.

1. Take prompt action to correct any material weaknesses.  (Measure: 
# of material weaknesses open at beginning of fiscal year.)

2 open 1 open 0 open See new indicator
below

See new indicator
below

Take prompt action to correct any material weaknesses.  (Measure:  %
of action plan milestones accomplished)

New indicator New indicator New indicator 100% 100%

2. Submit to the President and Congress the Federal Managers'
Financial Integrity Act Report by December 31s t each year.  (Measure:
date report submitted)

12/23/97 12/28/98 12/27/99 12/18/00
(Actual)

12/28/01

3.  Resolve audit findings promptly.  (Measure:  # of audit
recommendations to put funds to better use that are not resolved 
within 6 months of report)

0
recommendations

0 recommendations 0 recommendations 0 recommendations 0 recommendations

4.  Take prompt corrective action on audit recommendations. 
(Measure:  % of audit recommendations implemented by target date)

Tracking system
and goal

established

63.83% 87.8% 75% 80%

5.  Develop and establish a Customer Quality Assurance Plan that
promises excellent service to our customers and gives agency
employees the opportunity to show their commitment to our customers. 
Part of the focus of this plan will be to reduce the number of
overpayments caused by agency error.  (Measure: Establish plan)

New indicator New indicator New indicator New indicator Establish plan by
09/30/02

Performance Goal II-C:  Ensure that trust fund assets are projected, collected, recorded, and invested appropriately through an effective and efficient

trust fund management program.

1.  Railroad Retirement Account’s market rate of return will exceed the
Bloomberg index of Treasury notes and bonds with more than 1 year of
maturity.  (Measure:  Yes/No)

Yes Yes Yes Exceed
Bloomberg index

Exceed
Bloomberg index
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2. Debts will be collected through referrals to outside collection
programs, including the Treasury Offset Program, Treasury cross-
servicing, Federal Tax Offset Program, and private collection agencies. 
(Measure: funds collected)

$882,818 $1,747,354 $1,335,169 See new indicator
below

See new indicator
below

  Debts will be collected through a variety of other collection efforts. 
(Measure:  funds collected (excludes II-C.2 collec tions))

New indicator New indicator $61,880,957 See new indicator
below

See new indicator
below

 Debts will be collected through billing, offset, reclamation, referral to
outside collection programs and a variety of other collection efforts. 
(Measure:   % of funds collected to total debts outstanding -- beginning
balance plus new debts established.  Excludes write-offs.)

New indicator New indicator New indicator 49% 49%

3.  Complete compensation reconciliations at least 1 year before the
statute of limitations expires.  (Compensation reconciliations involve a
comparison of compensation reported by railroad employers to the
RRB for benefit calculation purposes with compensation reported to
the IRS for tax purposes.)
(Measure:  % completed)

100% of the 1995
reconciliations on

02/18/1998

100% of the 1996
reconciliations on

02/12/1999

100% of the 1997
reconciliations on

02/28/2000

100% of the 1998
reconciliations on

02/26/2001 (actual)

100% of the 1999
reconciliations on

02/28/2002

4.  Perform reconciliations between the amount of taxes shown as paid
on each railroad CT-1 (Employer's Annual Railroad Retirement Tax
Return) filed with the IRS, and the amounts received and deposited in
the RRB trust fund accounts. (Measure:  % of dollars reconciled)

New indicator New indicator 82% 97.0% 97.0%

Performance Goal II-D:  Align our resources using a performance approach based on contribution to mission.

1.  Implement a methodology to determine unit cost of key production
workloads. [One workload a year for 5 years (such as initial employee
retirement application processing and disability application
processing).]  (Measure:  # of key workloads with unit cost information)

FY 1999 goal 1 workload Deferred Deferred 1 workload

2.  Set specific goals for unit costs of key workloads  for years
subsequent to implementation of new methodology. [One workload a
year for 5 years.] (Measure:  # of unit cost goals)

FY 1999 goal 1 workload Deferred Deferred 1 workload

3.  Achieve the target ratio of total administrative expenses to benefit
outlays.  (Measure:  ratio of expenses to outlays) $1.00 : $100 $1.02 : $100 $1.02 : $100

Approx.
$1 : $100

Approx.
$1 : $100

4.  Conduct an analysis of the agency's organizational structure to
identify opportunities to reduce managerial/supervisory  positions/layers
and strengthen front-line positions.  (The agency's
supervisor/employee ratio is currently 1:7.7, and its management
layers are limited to 3 or 4, excluding the three-member Board.) 
(Measure:  Complete analysis)

New indicator New indicator New indicator New indicator Complete analysis by
03/31/02
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Performance Goal II-E:  Use outside sources and partnerships, when appropriate, to accomplish our mission.

1.  Partner with other government agencies or outside organizations to
achieve our mission.   (Measure:  # of partnerships) 

69 67 67 67 66

2.  Perform a detailed study of the agency's activities to ensure an
accurate inventory of commercial activities.  (Measure:  Conduct study)

New indicator New indicator New indicator New indicator Complete study by
03/31/02

3.  Assemble and publicize an annual inventory of RRB commercial
activities on the RRB Website.  (Measure:  Yes/No)

New indicator New indicator New indicator New indicator Yes

4.  Complete public-private or direct conversion competitions on not
less than 5% of the FTE’s listed on the Federal Activit ies Inventory
Reform (FAIR) Act inventory.  (Measure: % of the FTE’s listed on the
FAIR Act inventory for which competitions completed)

New indicator New indicator New indicator New indicator 5%

Performance Goal II-F:  Ensure that the RRB consistently pays the lowest price for products and services commensurate with quality, service,

delivery and reliability.

1.  The percentage of fiscal year dollars competitively obligated via
simplified acquisition and contract procedures shall exceed the
Government percent of procurement dollars awarded competitively as
reported in the Federal Procurement Data System Reporting Manual,
Federal Procurement Data Center.  (Measure:  % of funds awarded)

Govt.: 64.1% 63% Not available until
March 2001.

Will exceed
Government
percentage

Will exceed
Government percentage

RRB: 91.8% 87% 92%

2.  90 percent of purchase orders/contracts meet or exceed the
purchase/contract delivery date.  (Measure:  % meeting or exceeding
date)

Tracking system
available

85.8% 86% See new indicator
below

See new indicator
below

Purchase orders are filled by or before delivery date.  (Measure:  %
meeting objective)

New indicator New indicator New indicator 85% 86%

3.  All solicitations include past performance as an evaluation factor. 
Each contract file will exhibit a formal determination and finding of
contractor responsibility.  (Measure:  % meeting requirement)

100% 100% 100% 100% 100%

4.  Award contracts over $25,000 using performance-based contracting
(PBSC) techniques for not less than 20% of the total eligible service
contracting dollars.  (Measure:  % of contracting dollars for contracts
over $25,000 using PBSC)

New indicator New indicator New indicator New indicator 20%

5.  Post (a) all synopses for acquisitions valued at over $25,000 for
which widespread notice is required and (b) all associated solicitations
unless covered by an exemption in the Federal Acquisition Regulation
on the government-wide point-of-entry website
(www.FedBizOpps.gov).  (Measure:  Yes/No)

New indicator New indicator New indicator New indicator Yes
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Performance Goal II-G:  Use, build and maintain a professional, productive, innovative and diverse workforce.

1.  Individual performance appraisal plans for managers and
supervisors contain elements that link to the agency’s mission. 
(Measure:  Yes/No)

FY 1999 goal Yes Yes Yes Yes

2.  Solicit employee feedback on work environment to determine if it is
discrimination-free and supports cooperation, empowerment, and
mutual commitment.  (Measure:  employee survey)

Developed plan Survey completed and
final report issued.

None None Plan for employee
survey to be conducted 

in FY 2003

Strategic Goal III:  Use Technology and Automation

to Foster Fundamental Changes That Improve the

Way We Do Business

FTE’s:                  
t

t     t   228 225

$                          
t

$                          t $                           t $  24,000,000 $      24,400,000

Performance Goal III-A:  Develop a sound and integrated information technology architecture that will foster our long-term efforts to improve mission

performance while operating with fewer resources.

1.  Establish a formal information technology architecture planning
function, by 09/30/01.  (Measure:  Yes/No)

Not applicable
(FY 2001 goal)

Not applicable
(FY 2001 goal)

Not applicable
(FY 2001 goal)

Yes Not applicable
(FY 2001 goal)

2.  Develop an initial framework for information technology
architecture, by 09/30/01.  (Measure:  Yes/No)

Not applicable
(FY 2001 goal)

Not applicable
(FY 2001 goal)

Not applicable
(FY 2001 goal)

Yes Not applicable
(FY 2001 goal)

3.  Establish processes to support and enforce the information
technology architecture to ensure that it is uniformly followed
throughout the agency, by 09/30/02.  (Measure: Yes/No)

New indicator New indicator New indicator New indicator Yes

Perform ance G oal III-B: D esign  and im plem ent info rmatio n tech nolog y initiative s that fu ndam entally im prove  our effic iency a nd effe ctivene ss in

achieving the agency’s mission.

1.  Design and implement specific automation initiatives, as outlined in
the Strategic IRM Plan and agreed by the ADP Steering Committee. 
(Measure: Yes/No)

New indicator New indicator New indicator See below See below

Complete the LAN/WAN infrastructure improvement project by
03/31/01.

Yes FY 2001 goal

Complete Phase 4 of the APPLication Express (APPLE, a system
which allows applications for retirement and survivor benefits to be
taken online) project by 09/30/02.

Yes
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Complete next phases in the Internet Transactions Software by
September 30, 2002 as follows:

-- Nationwide implementation of three Internet transactions
         piloted in FY 2001

    - Compensation and Service Record Request Online
    - Retirement Planner Online
    - Application for Employee/Spouse Annuity Online

-- Pilot five additional Internet transactions:
    - Applications for Survivor Benefits Online
    - Beneficiary Profile Online
    - Status of Claim Online
    - Beneficiary File View
    - Appeal Attorney View

   
Yes
Yes
Yes

Yes
Yes
Yes
Yes
Yes

 Implement Phase 2 of SPEED (post-adjudication work deductions)
as one of the Customer/Event Initiated Transaction
Systems by September 30, 2002.

Yes

 Complete post-adjudication processes in the Document Imaging
and Workflow System by September 30, 2002

Yes

Performance Goal III-C:  Ensure effective and efficient management of information technology resources.

1.  Successfully implement major projects as specified in project plans,
project definition and requirements documents.  (Measure:  %
completed and signed off on by due date within 10% of the estimated
time frame.)

New indicator 100% 100% 94% 100%

2.  Provide accurate cost estimates for major projects.
(Measure: total estimated costs ÷ total actual costs)

New indicator All projects were within
10% of cost estimate

- 11% +/- 10% of cost
estimate

+/- 10% of cost estimate

3.  Computer operations satisfy service levels as specified in user
service agreements.  (Measure: exception reports)

Performance 
target established

for FY 1999

2 12 No more than 15 Revised

Information technology services will meet the service levels as
specified in user service agreements and/or published customer
service standards. [Exceptions would include, for example, incidents of
system down times, unsuccessful batch operations, or other public
situations.  In fiscal year 2002, we are expanding this performance
goal to cover all information technology services, not just computer
operations.]  (Measure: exception reports)

Not applicable Not applicable Not applicable Not applicable No more than 15

* Comparable data are not available.  Former Strategic Plan was  prepared based on  four strategic goals, while the current Strategic Plan is based on three strategic goals.
** Allows 5 days for mail delivery.


